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ABSTRACT
ABSTRAK
Penelitian ini dilakukan dengan tujuan untuk menganalisis pengaruh Customer Relationship Management System terhadap
Customer Insights melalui Relational Information Processess pada perbankan di banda aceh. Responden penelitian ini adalah
manajer pada perbankan di wilayah banda aceh sebanyak 40 orang. Hasilanalisis data menggunakan HLM (Hierarchical Linear
Modelling) menunjukan bahwa Customer relationship management system berpengaruh signifikan terhadap Customer insights,
Customer relationship management system berpengaruh signifikan terhadap Relational information  processes, Relational
information processes berpengaruh signifikan terhadap Customer insights, Relational information processes memediasi secara
penuh (full/ perfect mediation) pengaruh Customer relationship management system terhadap Customer Insights pada perbankan di
Banda Aceh.




The purpose of this study was to analyze the influence of Customer Relationship Management System on Costumer Insights
through relational information processes on the banks in Banda Aceh. The respondents of the study were 40 bank managers in
Banda Aceh. The results of data analysis using HLM (Hierarchical Linear Modelling) showed that Customer relationship
management system has significant influence on Customer Insights, Customer relationship management system has significant
influence on Relational information processes, Relational information processes has significant influence on Customer insights and
Relational information processes fully mediated the influence of Customer Relationship Management System on Customer insights
on banks in Banda Aceh. 
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